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ABSTRAK 
 
Penelitian ini bertujuan menganalisis pengaruh experiential value terhadap  
customer satisfaction, trust, dan commitment pada Tokopedia di Surabaya. Pada 
penelitian ini sampel yang digunakan sejumlah 150 responden. Data yang 
dikumpulkan dalam penelitian ini menggunakan metode kuesioner. Teknik analisis 
data yang digunakan dalam penelitian ini adalah analisis SEM dengan program 
LISREL.  
Hasil penelitian membuktikan bahwa Experiential Value memiliki 
pengaruh signifikan terhadap Customer Satisfaction. Experiential Value memiliki 
pengaruh signifikan terhadap Trust. Customer Satisfaction  tidak memiliki 
pengaruh signifikan terhadap Commitment. Trust memiliki pengaruh signifikan 
terhadap Commitment.  
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THE EFFECT OF EXPERIENTIAL VALUE ON COMMITMENT 
THROUGH CUSTOMER SATISFACTION AND TRUST ON 
TOKOPEDIA IN SURABAYA 
 
ABSTRACT 
 
This study aims to analyze the influence of experiential value on 
commitment through customer satisfaction and trust on Tokopedia in Surabaya. In 
this study the sample used was 150 respondents. Data collected in this study used a 
questionnaire method. And the data analysis technique used in this research is SEM 
analysis with the LISREL program. 
The results of the study prove that Experiential Value has a significant 
influence on Customer Satisfaction. Experiential Value has a significant influence 
on Trusts. Customer Satisfaction does not have a significant influence on the 
Commitment. Trusts have a significant influence on the Commitment. 
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